communication and language assistance =

services for everyone




Define communication and articulate the
Importance of communication in human services.

Explore how limited English proficiency impact
effective communication.

Tools and techniques that help cross
communication barriers

a

Ways to plan for effective communication y,

'.'
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Engagement,
Governance, Communication Continuous
Leadership, and and Language Improvement,
Workforce Assistance and
Accountability

Principal
Standard




Offer language assistance
to individualswho have
limited English proficiency
and/orother
communication needs, at
no cost so as to facilitate
timely access to all health
care and services.

Ensure the competence of
individuals providing
language assistance,

recognizingthat the use
of untrainedindividuals
and/orminors as
interpretersshould be
avoided.

Inform all individuals of
the availability of
language assistance
services clearlyand in
their preferred language,
verballyand in writing.

Provide easy-to-
understand printand
multimedia materialsand
signage in the languages
commonlyused by the
populationsinthe service
area.
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The CLAS Standards really bolster the work that we do because they
reflect the fact that effective communication is not only a matter of
spoken language but it’s a matter of culture as well.

LEON RODRIGUEZ

Director of the Office for Civil Rights
U.S. Department of Health and Human Services
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Brochures (ours and others we
share with individuals we serve)
How we interpret plans, orders,
directions, or decisions
Information on websites

Referrals to or from other services
Navigation around facilities
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Effective Health Communication

/A

0Or communication can encourage
negative outcomes

* Misunderstandings of what is needed
* Individual difficulty in following

instructions '
 Understanding of plans and, Use of preventive  Use of emergency
: health services health services
ultimately, both the actual and
perceived fairness T

y
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\U U
United States

* Qver 17% of the nation’s population speak &
language other than English at home.

« Virginia is one of the top 15 states for refugee
resettlement.

http://www.pewresearch.org/next-america/#Two-Dramas-in-Slow-Motion

Moﬂanquaa&
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The interpreter
would like to say...

An example of a translated form

E DAFNH CHO NHAAN VIEAN Y TAUS FOR NURSING STAFF ONLY
TEIiFE Waceine Manufacturer and Lot #

JL ORF [ Other
12 4 7 [circle one)

o S
[ Entered into Logici

NH CHO NHAAN VIEAN NAENG KYU/ FOR R RATION STA
copy of card)
nent to be made at time of registration)

The capacity of an organization and its

personnel to communicate effectively,
and convey information in a manner
that is easily understood by diverse
audiences including persons of limited
English proficiency, those who have low
literacy skills or are not literate, and
iIndividuals with disabilities.

'/,
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The Civil Rights Act of
1964 says that no
person shall be
excluded from
participation in, be
denied the benefits of,
or be subjected to
discrimination based on
race, gender, ethnicity
or national origin under
any program or activity
receiving Federal
financial assistance."

Organizations are required to take
reasonable steps to ensure meaningful
access to their programs and activities
by LEP persons.
The Guidance explains that the obligation
to provide meaningful access is fact-
dependent and starts with an
Individualized assessment that
balances four factors:

1. Number or Proportion of LEP

Individuals
2. Frequency of Contact With the
Program /
3. Nature and Importance of the
Program

4. Resources Available

_ fppt.com



Americans with Disabilities Act

DOJ regulations
state that public
entities must “take
appropriate steps to
ensure that
communications
with applicants,
participants, and
members of the
public with
disabilities are as
effective as
communications
with others.” 28
C.F.R. § 35.160(a).

The public entity
must “furnish
appropriate auxiliary
alds and services
where necessary to
afford an individual
with a disability an
equal opportunity
to participate in, and
enjoy the benefits of,
a service, program,
or activity conducted
by a public entity.”
28 C.F.R. §
35.160(b).

The public entity
must also give
‘primary
consideration” to the
individual’s
preference with
respect to choosing
the type of auxiliary
aid or service to
provide to ensure
effective
communication. 28
C.F.R. § 35.160(c).

7
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* Individuals Right to Know
* Interpreting
* Translation




leamSTEPPS

The Story of Willie Ramirez

Results of not having an appropriate interpreter:
Misunderstanding of “intoxicado”
Inaccurate medical history
Cultural deference to authority

Quadriplegic teen
$71 million lawsuit TeamSTEPPS 2006

Youdelman, Mara and Jane Perkins. 2002. Providing
Language Interpretation Services in Health Care
Settings: Examples from the Field,

Could This Happen To You?
https://cccg

= LEP parents of infant patient - Adult sibling of one =L nCUIturth
parent used to interpret informed consent and other _laVer/ Aud
communications. : ileName=

= Tragic outcome to surgery
= Medical Malpractice + Title VI Lawsuit - 2010
= Out of Court Settlement — Multi-Million Dollar

NO INFORMED CONSENT w/o Qualified Interpreter
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https://www.youtube.com/watc
h?v=R2NcwrPZBLM&list=FLfR
TUEdkholhvIHPGSUXblg&inde
x=53

e 52% Omission

« 16% False
Fluency

13%
Substitution

10%
Editorializaiton

Addition

8%

P41, Pediatrics 2003
fppt.com



* Trained interpreters:

» Accurately interpreted most (74%) of the
conversation

(Range: 47%-98%)

, Patricia A
ahn. 2010.

fppt.com
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Translation

getting it right

A guide to barying translationrn

gy
L
A=

Language Support

Darci L. Graves, MA, MA - University of Maryland-Bal



Juana Jeanneth Rodriguez Nany ya esta muy grandeee ya no es

s bb q banaba y le Empiaba y le daba s0pa en su boca mmmm como i
me acuerco d eso aaaayyyy extrano ala nataly de antes una bb g yo = — =
kuidava antes memmmmm qQ lastima g vuela el Sempo 111:) ==

Likce

f Kate Peeples Brown Yeah, what Juana said!

; ago * Unike - 5 1 person

Kate satyolamessage.

Kate Peeples Broym Dooagpher, 14, 2010 ot 9:Z0pm
Subject: What sad,,,

L.accordivg to Google Translate:

Hazr already veny gragpdess ¥ 1o lanzer the Bh g wiped andbathed and garre him soap #cyour
nonath ponmumn, d howr Iremember that strange JWRARZIF Dakaky Rire before Inaidana ath

Sefore IDININTUD, 4 @ @ sorry tme flies! o)
[ et the 2t xcmay! -]




Wong-Baker FACES Pain Rating
Scale in English and Spanish
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muy feliz ito rrms dolnr mm:lm dolor mas
no de dolor mas de dolor dolor  fuerte que
iene dolor usted pueda
imaginar
N NS o
35\ ) 8\% ‘0N =
diabetes calories insulin medicine healthy food m
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reduce slat stroke glucose monitoring heart attack cholesterol
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PLANNING FOR EFFECTIVE/

COMMUNICATION




What makes an organization linguistically
competent?

Offer TTY
and other
assistive
technology
devices

Offer
materials in
Alternative

formats

(e.g.,
audiotape,

Bralille,
enlarged
print )

Do we
have
policies In
place
regarding
the use of
interpreters
and train
staff on
how to
access and
work with
them.

Use
qualified
translation
services
especially
for
legally
binding
documents

Print
materials in
easy to
read,
low literacy,
picture and
symbol
formats

Understand
how and
when
language
selection
happens for
individuals
who speak
more than
one
language.







Sustaining Language Access Service
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(

Identify Individual
Responsible

Convene working
group (authority,
some knowledge of
the issues, interest
and ability to
accomplish tasks)

(

Systematically
address translation,
interpretation,
outreach, and

evaluation \

J

Developing a

Take awalk in the Lang uage Language Needs and
shoes of an Access Plan Staff Capacity

individual with Assessments

communication (VDH, US Census,
barriers Org Data)

Identify REEGIENS
areas/departments Assessment (Identify
impacted Enablers & Barriers)




Untrained and
unqualified
speakers ofa Bilingual Bilingual Telephonic Bilingual Credentialed
foreign Staff/Provider || Staff/Provider Interpreting Staff/Provider In Person
language Level One Level Two Vendor Level Three Interpreters

(internal &
external)

A

Creating Your Language Services Toolt‘,

'/,
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Sample Duties

* Identify qualified
Interpreters and
translators to be included
In interpreter database,;

« Create Iinterpreter,
bilingual staff, and
translator qualifications
standards;

e Qutline measures to
ensure guality control of
Interpreters and
translators;

« Develop a pay structure

Train and test or contract
with appropriate agencies
to train and test bilingual
Individuals including staff
who perform language
assistance services;
Develop a procurement
strategy for contract
language assistance
services providers.
Provide input in budgetary
and procurement matters
related to implementation
of the language access
policy, plan, and




Language Resources Assessment
Language Service Protocols

Vital Document Translations
Stakeholder Consultations

Staff Training

Notice to Public
Agency Monitoring

fppt.com



Thesingle
biggest problem
in communication
is the illusion
that it has
taken place.

-George Bernard Shaw

-
(4
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National Center for Cultural Competence
http://www11.georgetown.edu/research/qucchd/nccc
Health Resources and Services Administration

http://www.hrsa.gov/publichealth/healthliteracy/
DHHS Office of Minority Health

http://minorityhealth.hhs.gov/

SAMHSA Office of Behavioral Health Equity
http://www.samhsa.gov/about/obhe.aspx
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https://www.thinkculturalhealth.hhs.gov/content/clas.asp
http://centerforplainlanguage.org/
http://www.lep.gov/
http://www11.georgetown.edu/research/gucchd/nccc
http://www.hrsa.gov/publichealth/healthliteracy/
http://minorityhealth.hhs.gov/
http://www.samhsa.gov/about/obhe.aspx

